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DOCS2-PAPT-05-01011 | Attachment C USPTO CONTACT CENTER SERVICES

ATTACHMENT C - Historical Workload Information

Historical Work Volume

| FYO05 |
Oct Nov Dec Jan Feb Mar  April  May June July August Sept
Telephone 25,546 24,542 24,530 28,201 25,972
Voicemail 2,541 2,297 1,947 2,641 2,186
E-mail 1,679 1,472 1,301 1,483 1,645
Fax 10 29 35 32 23
Postal Mail 345 194 182 226 366
Returned Mail 10 6 5 7 11
Walk-ins 511 744 616 766 893
FY04 |
Oct Nov Dec Jan Feb Mar  Aprili  May June July August Sept
Telephone 27,094 21,432 23,077 27,110 27,044 31,406 28,184 23,547 25,525 24,516 25,616 23,332
Voicemail 3,089 2,613 2530 3,389 2455 2,681 2,814 2,187 2,323 2,467 2,364 2,086
E-mail 4,376 4,401 4,498 5,076 4,532 5,819 4,357 3,647 4,002 4,541 4,269 5,987
Fax * * * * * * * * * * * 8
Postal Mail 401 196 236 306 312 386 335 271 247 196 347 290
Returned Malil 12 6 7 9 9 12 10 8 7 6 10 9
Walk-ins 361 270 165 365 255 310 215 190 215 220 210 150
FYO03 |
Oct Nov  Dec Jan Feb Mar  Aprii  May June July August Sept
Telephone 26,359 21,373 21,141 26,950 23,500 27,112 26,241 25,924 27,242 29,090 26,087 24,421
VO|Cemal| * * * * * * * * * * * *
E-mail 3,739 3,274 3,552 3,761 3,645 3,647 4,179 4,226 4,660 4,335 4,270 4,639
FaX * * * * * * * * * * * *
Postal Mail 401 227 272 358 273 351 340 283 305 364 359 277
Returned Mail 12 7 8 11 8 11 10 8 9 11 11 8
Walk-ins 175 190 190 280 285 335 195 290 175 280 155 185
FY02 |
Oct Nov Dec Jan Feb Mar  Aprili  May June July August Sept
Telephone 20,997 18,294 17,053 24,043 21,370 22,532 23,060 23,178 22,730 26,737 26,363 24,246
V0|Cemall * * * * * * * * * * * *
E-mail 2,594 2,274 2,368 3,462 3,306 3,028 3,520 4,530 4,052 4,217 4,258 3,327
Fax * * * * * * * * * * * *
Postal Mail 564 92 195 450 561 514 531 312 351 352 445 270
Returned Malil 17 3 6 14 17 15 16 9 11 11 13 8
Walk-ins 109 98 78 118 126 130 235 275 135 210 70 190

Average Handle Times (in minutes)

| FY05 |
Oct Nov Dec Jan Feb Mar  April  May June July August Sept

Telephone 2.1 2.1 1.9 2 1.8 1.8

Voicemail 2 2 2 2 2 2

E-mail 3 3 3 3 3 3

Fax 2.3 3 2 2.3 3 2.3

Postal Mail 1.1 1.1 1.1 1.1 1.1 1.1

Returned Mail 0.3 0.3 0.3 0.3 0.3 0.3

Walk-ins * * * * * *

* Data not tracked or not available
o Note: the “Email” figures were changed in Oct FY05 to reflect only non-spam email; previous email counts included spam.
o Note: for “optional” services (not shown) — please use the following workload guidelines:
0 For 24x7x365, monthly telephone volumes will increase by 30%; all other volumes/times will remain unchanged
o0 For bonded CSRs, monthly telephone workload will increase by 5%; all other volumes/times will remain unchanged
o0 For multi-lingual CSR support, all monthly volumes will increase by 10%; handle times will remain unchanged




